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Embrace 5 Vital Steps to Upgrade, Mend, or
Transform Your IT Service Partnerships

Endsight is acutely aware of the stress and financial implications associated with changing IT
providers, a primary motivator for the creation of this e-book. Transitioning to a new provider
can often be a daunting task, yet it can be approached with confidence when equipped with the
right knowledge. This includes understanding how to identify and address strains in existing IT
service relationships before making the decision to switch. At Endsight, we delve into the
deeper root causes that commonly complicate the delivery of quality IT services. Our approach
is focused on systematically resolving these challenges, thereby empowering our clients to

avoid the common pitfalls that afflict many IT support services.

Our commitment lies in providing a robust solution for businesses seeking to outsource their IT
management, with an emphasis on operational excellence. Recognizing the significance of
evaluating and improving current IT structures, Endsight has developed a Step by Step Guide.
This guide is designed to help you navigate your IT service relationships with greater clarity

and confidence, ensuring a more seamless and effective IT management experience.
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STEP 1. Recognizing when change is needed

First, Understanding the Flaw in the IT Services Industry: The IT services industry, as
pointed out by Mike Chaput of Endsight, harbors a fundamental flaw that affects the
quality of services delivered and the value received by clients. This flaw stems from two
factors existing simultaneously in the market: information inequity and a lack of
consumer protections.You can read much more about this in Endsight’s Insider's Take

on the MSP Industry.

Second, Knowing about Information Inequity: A Major Challenge: Information
inequity occurs when there is an asymmetry of information between the buyer (the
business) and the seller (the IT service provider). In the IT industry, this is particularly
problematic as consumers often struggle to assess the quality of the work or even
understand if the promised work has been completed. This inequity can lead to
businesses undervaluing work that is not directly observed, creating a disconnect

between expectations and service delivery
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Lastly, Understanding the Lack of Consumer Protections in IT: Unlike other
professional fields such as law or medicine, where stringent educational and licensing
requirements exist, the IT industry lacks similar safeguards. This absence of formal
barriers means that virtually anyone can claim to be an IT professional or start an IT

service business, raising concerns about the expertise and reliability of providers

What are the signs | need to make a change?
Businesses must be vigilant in evaluating their IT service providers. Signs that a change might be
needed include:

1. Persistent Service Issues: Frequent downtime, slow response times, and unresolved
technical problems.

2. Lack of Transparency: Difficulty in understanding the services provided or the value
being delivered.

3. Security Concerns: Increasing vulnerability to cyber threats or data breaches.

4. Business Growth and Evolving Needs: The current IT service provider is unable to

scale services to meet the growing demands of the business.
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What are the risks to my business?

Endsight emphasizes the importance of recognizing the risks associated with the current IT
services industry model. These include:

1.  Minimal Requirements for IT Firms: The ease of starting and operating an IT services firm

without substantial qualifications.

2. Deferred or Skipped Critical Work: Even well-intentioned providers may overlook essential

tasks for system maintenance.
3. Flawed Business Models: Many IT service companies operate under models that may not

align with the best interests of their clients.

STEP 2. Evaluating your Current IT Provider

Endsight advises on better approaches to evaluate IT service providers, moving away from
traditional methods that may overlook these industry flaws. Key aspects include assessing the
provider’s transparency, their approach to addressing information inequity, and their ability to meet

the specific needs of your business.
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Taking Responsibility for a Troubled IT Relationship

When managing a strained relationship with your IT service provider, it's crucial to approach the situation
with a problem-solving mindset. Here are , inspired by Endsight’s approach, to salvage

and course-correct the relationship:
1. Establish Clear Communication Channels:

a. Setupregular meetings with your provider to discuss ongoing issues and progress.
b. Use these meetings to clearly articulate your needs and expectations.
2. Define and Agree on Service Level Objectives(SLOs):
a. Review and renegotiate SLOs to ensure they align with your current business
requirements.
b. SLOs should include response times, resolution times, and specific services provided.
3. Implement Transparent Reporting:
a. Requestregular, detailed reports on the services rendered, issues addressed, and ongoing
maintenance.
b. Transparency in reporting helps identify gaps and areas needing improvement.
4. Conduct a Comprehensive IT Audit:
a. Perform an audit to assess the current state of your IT infrastructure.

b. Compare the audit results with the services promised by your provider.
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5. Seek Feedback from End-Users:
a. Gather feedback from your employees about their experiences with the IT support.
b. This feedback can provide valuable insights into the provider’s performance.
6. Collaborate on a Strategic IT Plan:
a. Work with your provider to develop a strategic IT plan that aligns with your business goals.
b. This plan should include short-term fixes and long-term strategies for IT improvement.
7. Evaluate Alignment with Business Values:
a. Assess whether the provider’s approach aligns with your business values and culture.
b. Consider factors like proactive problem-solving, customer service quality, and ethical

practices.

What should | expect from my IT Service Provider?

Proactive Maintenance and Support:
Endsight emphasizes preventive measures to minimize disruptions, a stark contrast to
reactive support models.

Expertise and Continuous Learning:
With a team of well-trained professionals, Endsight ensures up-to-date knowledge and skill

in handling diverse IT challenges.
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Customized IT Solutions:
They offer tailored IT solutions that fit the unique needs of each business, rather than a
one-size-fits-all approach.

Transparent and Honest Communication:
Endsight values clear communication, ensuring clients fully understand the services and
the value they receive.

Strong Focus on Security:
Prioritizing cybersecurity, Endsight provides robust protection measures, keeping your
business safe from emerging threats.

Commitment to Client Education:
By educating clients on IT best practices and the latest technologies, Endsight
empowers businesses to make informed decisions.

Continuous Improvement:
They conduct frequent evaluations of their services, ensuring continuous improvement

and alignment with client expectations.

Rebuilding a strained relationship with your IT service provider requires clear communication, a
reassessment of service agreements, and a deep understanding of your IT needs. By applying these
practical strategies and considering the advantages offered by providers like Endsight.net,

businesses can effectively manage and potentially salvage their IT service relationships.
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STEP 3. Maximize your Relationship with
your IT Provider with these 8 Actions

1. Develop a Culture of Open Communication:
a. Encourage regular and open dialogue. Schedule periodic meetings to discuss
performance, future plans, and any concerns.
b. Ensure both parties are comfortable providing and receiving constructive feedback.
2. Set Realistic and Measurable Goals:
a. Work together to set achievable goals that align with your business objectives.
b. These goals should be specific, measurable, achievable, relevant, and time-bound
(SMART).
3. Foster Mutual Understanding:
a. Taketime to understand the capabilities and limitations of your IT provider.
b. Similarly, ensure your provider understands your business model, culture, and
expectations.
4. Engagein Collaborative Problem Solving:
a. Whenissues arise, work collaboratively with your provider to find solutions, rather than
placing blame.

b. Consider joint brainstorming sessions to tackle complex challenges.
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Leverage Your Provider’s Expertise:
a. Utilize the knowledge and experience of your provider to enhance your IT strategies.
b. Ask for their input on technology trends and innovations that could benefit your
business.
Monitor and Review Performance Regularly:
a. Implement a system for tracking and reviewing the performance of your IT services.
b. Use metrics and key performance indicators (KPIs) to objectively assess the
effectiveness of the services.
Provide Continuous Feedback:
a. Offerregular feedback based on the performance tracking and your business’s evolving
needs.
b. Acknowledge successes and address areas needing improvement.
Invest in Training and Development:
a. Consider investingin training for your staff to better utilize the IT services and
understand basic IT best practices.

b. Encourage your IT provider to continue their professional development to stay current
in the field.
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STEP 4. Being a Great Point of Contact inIT
Services

Role of a PoC inIT Services

The Point of Contact (PoC) plays a pivotal role in the relationship between a business and its IT
service provider. As a PoC, your responsibilities include facilitating communication, understanding
and conveying your company's IT needs, and ensuring that the services provided align with your

business goals.

How to Excel as a Point of Contact

Develop a Deep Understanding of Your Business's IT Needs:
Gain a comprehensive understanding of your business's IT infrastructure, challenges,
and objectives.
Stay informed about technological trends and how they can benefit your business.
Maintain Clear and Consistent Communication:
Establish regular communication channels with your IT provider.
Ensure clarity in conveying your business's needs and feedback.
Build a Strong Relationship with Your Provider:
Foster a partnership-based approach with your provider.

Show appreciation for their work and be open to their suggestions and advice.
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Monitor IT Service Performance:

Keep track of the performance and outcomes of the IT services.

Use metrics and KPls to assess whether the IT services are meeting your business's needs.
Facilitate Collaboration Between Your Team and the Provider:

Act as the bridge between your internal team and the IT provider.

Encourage collaboration to ensure that IT initiatives are aligned with business objectives.
Be Proactive in Addressing Issues:

Identify potential problems early and work with your provider to resolve them promptly.

Don't hesitate to escalate issues when necessary.
Stay Informed and Educated:

Keep yourself updated with the latest in IT and how it affects your industry.

Leverage resources provided by your IT provider, like Endsight.net, for continuous learning.

STEP 5. Making the Decision to Switch

Selecting the Right IT Provider

When efforts to salvage a relationship with your current IT provider are unsuccessful, it may be time to
consider a switch. Choosing the right IT provider is a crucial decision that can significantly impact your

business’s operational efficiency and security.
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When choosing a new IT Services Provider, follow these Guidelines:
1. Identify Your IT Needs:

a. Clearly define what you need from an IT provider. Consider factors like the size of your
business, industry-specific requirements, and future growth plans.
2. Research Potential Providers:
a. Look for IT providers with strong reputations and proven track records in your industry.
b. Consider providers like Endsight.net, known for their comprehensive services and
client-focused approach.
3. Evaluate Their Experience and Expertise:
a. Assess the provider’s experience in handling businesses similar to yours.
b. Review case studies or testimonials to understand their capability to meet your specific
needs.
4. Review Service Level Agreements (SLAs):
a. Examine the provider’s SLAs to ensure they align with your expectations regarding
response times, resolution times, and scope of services.
5. Consider Their Approach to Security:
a. Security should be a top priority. Evaluate the provider’s cybersecurity measures and

their approach to data protection.

www.endsight.net



http://www.endsight.net

sight-:

6. Assess Their Communication and Support:
a. Aprovider’s ability to communicate effectively and offer robust support is crucial. Check
for availability, responsiveness, and quality of customer service.
7. Understand Their Pricing Structure:
a. Analyze the cost-effectiveness of their services. Understand their pricing model and ensure
there are no hidden costs.
8. Request aTrial Period:
a. Ifpossible, arrange a trial period to evaluate their services in a real-world scenario before

making a long-term commitment.

Look for Unique Advantages

When selecting a new IT provider, consider the unique advantages, these are all offered by Endsight and are

good examples.

Comprehensive IT Solutions: Basic IT support to advanced cybersecurity and strategic planning.
Customized Approach: Tailored services that meet your specific needs, ensuring a perfect fit
Transparent Communication: Clear and honest communication, ensuring you are always
informed and involved.

Strong Focus on Security: Advanced security protocols, ensuring your data and systems are
well-protected.

Commitment to Excellence: Proven track record of high-quality service and client satisfaction,
ensuring reliability.

www.endsight.net
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Final Thoughts: Navigating IT Service
Relationships with Confidence

Understanding Managed IT Services: Recognize the value and scope of managed IT services
for enhancing business operations.

Recognizing the Need for Change: Be aware of the signs indicating a need to reassess your IT
service provider and understand the industry's inherent challenges.

Evaluating Your Current IT Provider: Implement practical strategies to improve your
relationship with your current provider, using Endsight’s approach as a benchmark.
Maximizing the Relationship: Foster a collaborative partnership with your IT provider by
establishing clear communication, setting realistic goals, and regularly reviewing
performance.

Selecting the Right IT Provider: Follow a comprehensive process to choose a new provider
that aligns with your business’s specific needs, considering Endsight’s strengths.

Being an Effective Point of Contact: Embrace the role of PoC by maintaining clear

communication, monitoring service performance, and staying informed.
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Next Steps to Consider

1. Evaluate Your Current IT Services: Using the insights and strategies from this guide, assess
your current IT services and determine if changes are needed.

2. Implement Improvements: Apply the practical steps provided to enhance your relationship
with your current IT provider or to select a new one.

3. Leverage Educational Resources: Continuously educate yourself and your team on IT best

practices and trends.
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